
Alcoholic Beverage Control Incidents Report
3/1/2010 to 3/31/2010 as of 4/1/2010

First Contact Resolution 

Alcoholic Beverage Control

Top Number - Total Incidents

Bottom Number - FCR Met

High Low Medium Total

Help Desk Network Incident None 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Total 0
0

1
0

0
0

1
0

Metro D 

Desktop 

Support

_No Tier 2 None None 1

0

1

0

1

0

3

0

Triversity 

Point-of-Sale

0

0

2

2

1

1

3

3

Total 1

0

3

2

2

1

6

3

Total 1

0

3

2

2

1

6

3

Application Error Acrobat 0

0

1

0

0

0

1

0

Adobe Reader 0

0

1

1

0

0

1

1

First contact resolution tracks DTS' efforts to resolve customer incidents on initial contact.

Cells displayed show the number of incidents resolved on first contact during the reporting period.



High Low Medium Total

Metro D 

Desktop 

Support

Application Error Licensing and 

Compliance

0

0

1

1

0

0

1

1

Microsoft 

Windows XP 

0

0

1

1

0

0

1

1

None 0

0

2

0

0

0

2

0

Novell 

GroupWise 

0

0

1

1

0

0

1

1

Triversity 

Point-of-Sale

0

0

17

16

4

4

21

20

Total 0

0

24

20

4

4

28

24

None Escalate Retail 

(ERP)

0

0

2

2

0

0

2

2

Internet 

Explorer

0

0

1

1

0

0

1

1

Licensing and 

Compliance

0

0

0

0

1

1

1

1

None 0

0

6

5

1

0

7

5

Triversity 

Point-of-Sale

0

0

29

29

12

12

41

41

Total 0

0

38

37

14

13

52

50

Password Novell Client 

for 32-bit 

0

0

1

0

0

0

1

0

Triversity 

Point-of-Sale

0

0

1

1

0

0

1

1

Total 0

0

2

1

0

0

2

1

Reporting Microsoft 

Windows XP 

0

0

1

1

0

0

1

1



High Low Medium Total

Metro D 

Desktop 

Support

Application Reporting None 0

0

0

0

1

1

1

1

Triversity 

Point-of-Sale

0

0

7

6

0

0

7

6

Total 0

0

8

7

1

1

9

8

Total 0

0

72

65

19

18

91

83

EIS Hardware None None 0

0

6

6

0

0

6

6

Triversity 

Point-of-Sale

0

0

1

1

0

0

1

1

Total 0

0

7

7

0

0

7

7

PC/Laptop None 0

0

1

1

0

0

1

1

Total 0

0

1

1

0

0

1

1

Printer None 0

0

1

1

0

0

1

1

Total 0

0

1

1

0

0

1

1

Total 0

0

9

9

0

0

9

9

Network Error None 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Password None 0

0

3

2

0

0

3

2

Novell Client 

for 32-bit 

0

0

2

0

0

0

2

0



High Low Medium Total

Metro D 

Desktop 

Support

Network Password Novell 

ConsoleOne

0

0

1

0

0

0

1

0

Total 0

0

6

2

0

0

6

2

Total 0

0

7

2

0

0

7

2

PC/Laptop Error None 0

0

2

0

0

0

2

0

Total 0

0

2

0

0

0

2

0

Hardware None 0

0

1

0

2

1

3

1

Total 0

0

1

0

2

1

3

1

None Novell 

GroupWise

0

0

1

0

0

0

1

0

Novell 

GroupWise 

0

0

1

0

0

0

1

0

Total 0

0

2

0

0

0

2

0

Total 0

0

5

0

2

1

7

1

Print/Copy/Sca

n/Fax

Error Code None 0

0

1

1

0

0

1

1

Total 0

0

1

1

0

0

1

1

Incident None 0

0

5

2

0

0

5

2

Triversity 

Point-of-Sale

0

0

0

0

1

1

1

1

Total 0

0

5

2

1

1

6

3



High Low Medium Total

Metro D 

Desktop 

Support

Print/Copy/Sca

n/Fax

Queue HP-UX 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Toner/Fuser/Ink None 0

0

2

2

0

0

2

2

Total 0

0

2

2

0

0

2

2

Total 0

0

9

5

1

1

10

6

Server None None 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Total 1
0

106
83

24
21

131
104

Voice 

Operations

Telecom Call/Receive None 0

0

3

0

0

0

3

0

Total 0

0

3

0

0

0

3

0

CrossTalk/Nois

e/Static

None 0

0

1

0

0

0

1

0

Telephone 0

0

1

0

0

0

1

0

Total 0

0

2

0

0

0

2

0

Hardware None 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0



High Low Medium Total

Voice 

Operations

Telecom None None 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Total 0

0

7

0

0

0

7

0

Total 0
0

7
0

0
0

7
0

Voice/Data/WA

N Services

Telecom None None 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Total 0
0

1
0

0
0

1
0

Total 1
0

115
83

24
21

140
104



High Low Medium Total

Help Desk Network Incident None 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Total 0
0

1
0

0
0

1
0

Metro D 

Desktop 

Support

_No Tier 2 None None 1

0

1

0

1

1

3

1

Triversity 

Point-of-Sale

0

0

2

0

1

0

3

0

Total 1

0

3

0

2

1

6

1

Total 1

0

3

0

2

1

6

1

Application Error Acrobat 0

0

1

1

0

0

1

1

Adobe Reader 0

0

1

0

0

0

1

0

Licensing and 

Compliance

0

0

1

0

0

0

1

0

Microsoft 

Windows XP 

0

0

1

0

0

0

1

0

Missed Initial Response

Top Number - Total Incidents

Bottom Number - Missed Inital Response

Missed initial response tracks DTS' efforts to respond to customer incidents in accordance with enterprise standards. 

Enterprise standard response times are: Low within 1 business hour; Medium within 1 business hour; High within 1 clock hour; and 

Critical within 30 clock minutes. 

Cells displayed show the number of incident responses that missed the enterprise standards during the reporting period. 



High Low Medium Total

Metro D 

Desktop 

Support

Application Error None 0

0

2

1

0

0

2

1

Novell 

GroupWise 

0

0

1

0

0

0

1

0

Triversity 

Point-of-Sale

0

0

17

0

4

0

21

0

Total 0

0

24

2

4

0

28

2

None Escalate Retail 

(ERP)

0

0

2

0

0

0

2

0

Internet 

Explorer

0

0

1

0

0

0

1

0

Licensing and 

Compliance

0

0

0

0

1

0

1

0

None 0

0

6

1

1

0

7

1

Triversity 

Point-of-Sale

0

0

29

0

12

0

41

0

Total 0

0

38

1

14

0

52

1

Password Novell Client 

for 32-bit 

0

0

1

0

0

0

1

0

Triversity 

Point-of-Sale

0

0

1

0

0

0

1

0

Total 0

0

2

0

0

0

2

0

Reporting Microsoft 

Windows XP 

0

0

1

0

0

0

1

0

None 0

0

0

0

1

0

1

0

Triversity 

Point-of-Sale

0

0

7

0

0

0

7

0



High Low Medium Total

Metro D 

Desktop 

Support

Application Reporting Total 0

0

8

0

1

0

9

0

Total 0

0

72

3

19

0

91

3

EIS Hardware None None 0

0

6

0

0

0

6

0

Triversity 

Point-of-Sale

0

0

1

0

0

0

1

0

Total 0

0

7

0

0

0

7

0

PC/Laptop None 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Printer None 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Total 0

0

9

0

0

0

9

0

Network Error None 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Password None 0

0

3

0

0

0

3

0

Novell Client 

for 32-bit 

0

0

2

0

0

0

2

0

Novell 

ConsoleOne

0

0

1

0

0

0

1

0

Total 0

0

6

0

0

0

6

0



High Low Medium Total

Metro D 

Desktop 

Support

Network Total 0

0

7

0

0

0

7

0

PC/Laptop Error None 0

0

2

1

0

0

2

1

Total 0

0

2

1

0

0

2

1

Hardware None 0

0

1

0

2

0

3

0

Total 0

0

1

0

2

0

3

0

None Novell 

GroupWise

0

0

1

0

0

0

1

0

Novell 

GroupWise 

0

0

1

0

0

0

1

0

Total 0

0

2

0

0

0

2

0

Total 0

0

5

1

2

0

7

1

Print/Copy/Sca

n/Fax

Error Code None 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Incident None 0

0

5

0

0

0

5

0

Triversity 

Point-of-Sale

0

0

0

0

1

0

1

0

Total 0

0

5

0

1

0

6

0

Queue HP-UX 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0



High Low Medium Total

Metro D 

Desktop 

Support

Print/Copy/Sca

n/Fax

Toner/Fuser/Ink None 0

0

2

0

0

0

2

0

Total 0

0

2

0

0

0

2

0

Total 0

0

9

0

1

0

10

0

Server None None 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Total 1
0

106
4

24
1

131
5

Voice 

Operations

Telecom Call/Receive None 0

0

3

0

0

0

3

0

Total 0

0

3

0

0

0

3

0

CrossTalk/Nois

e/Static

None 0

0

1

0

0

0

1

0

Telephone 0

0

1

0

0

0

1

0

Total 0

0

2

0

0

0

2

0

Hardware None 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

None None 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0



High Low Medium Total

Voice 

Operations

Telecom Total 0

0

7

0

0

0

7

0

Total 0
0

7
0

0
0

7
0

Voice/Data/WA

N Services

Telecom None None 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Total 0
0

1
0

0
0

1
0

Total 1
0

115
4

24
1

140
5



Average Time To Initial Response

Top Number - Total Incidents

Bottom Number -Average time in hours

Average time to initial response tracks DTS' efforts in responding to customer incidents based upon established enterprise standards. 

Enterprise standard response times are: Low within 1 business hour; Medium within 1 business hour; High within 1 clock hour; and 

Critical within 30 clock hour minutes. 

Cells displayed show the number of incidents and the average time it took DTS to respond to the customer's problem.

High Low Medium Total

Help Desk Network Incident None 0

0.00

1

0.51

0

0.00

1

0.51

Total 0

0.00

1

0.51

0

0.00

1

0.51

Total 0

0.00

1

0.51

0

0.00

1

0.51

Total 0
0.00

1
0.51

0
0.00

1
0.51

Metro D 

Desktop 

Support

_No Tier 2 None None 1

0.04

1

0.00

1

3.76

3

1.26

Triversity 

Point-of-Sale

0

0.00

2

0.63

1

0.06

3

0.44

Total 1

0.04

3

0.42

2

1.91

6

0.85

Total 1

0.04

3

0.42

2

1.91

6

0.85

Application Error Acrobat 0

0.00

1

2.24

0

0.00

1

2.24

Adobe Reader 0

0.00

1

0.04

0

0.00

1

0.04

Licensing and 

Compliance

0

0.00

1

0.36

0

0.00

1

0.36

Microsoft 

Windows XP 

0

0.00

1

0.03

0

0.00

1

0.03



High Low Medium Total

Metro D 

Desktop 

Support

Application Error None 0

0.00

2

2.61

0

0.00

2

2.61

Novell 

GroupWise 

0

0.00

1

0.04

0

0.00

1

0.04

Triversity 

Point-of-Sale

0

0.00

17

0.03

4

0.02

21

0.02

Total 0

0.00

24

0.35

4

0.02

28

0.30

None Escalate Retail 

(ERP)

0

0.00

2

0.02

0

0.00

2

0.02

Internet 

Explorer

0

0.00

1

0.06

0

0.00

1

0.06

Licensing and 

Compliance

0

0.00

0

0.00

1

0.02

1

0.02

None 0

0.00

6

1.00

1

0.00

7

0.86

Triversity 

Point-of-Sale

0

0.00

29

0.05

12

0.01

41

0.04

Total 0

0.00

38

0.21

14

0.01

52

0.15

Password Novell Client 

for 32-bit 

0

0.00

1

0.05

0

0.00

1

0.05

Triversity 

Point-of-Sale

0

0.00

1

0.04

0

0.00

1

0.04

Total 0

0.00

2

0.04

0

0.00

2

0.04

Reporting Microsoft 

Windows XP 

0

0.00

1

0.04

0

0.00

1

0.04

None 0

0.00

0

0.00

1

0.04

1

0.04

Triversity 

Point-of-Sale

0

0.00

7

0.03

0

0.00

7

0.03



High Low Medium Total

Metro D 

Desktop 

Support

Application Reporting Total 0

0.00

8

0.03

1

0.04

9

0.03

Total 0

0.00

72

0.23

19

0.02

91

0.18

EIS Hardware None None 0

0.00

6

0.02

0

0.00

6

0.02

Triversity 

Point-of-Sale

0

0.00

1

0.03

0

0.00

1

0.03

Total 0

0.00

7

0.02

0

0.00

7

0.02

PC/Laptop None 0

0.00

1

0.00

0

0.00

1

0.00

Total 0

0.00

1

0.00

0

0.00

1

0.00

Printer None 0

0.00

1

0.02

0

0.00

1

0.02

Total 0

0.00

1

0.02

0

0.00

1

0.02

Total 0

0.00

9

0.02

0

0.00

9

0.02

Network Error None 0

0.00

1

0.04

0

0.00

1

0.04

Total 0

0.00

1

0.04

0

0.00

1

0.04

Password None 0

0.00

3

0.03

0

0.00

3

0.03

Novell Client 

for 32-bit 

0

0.00

2

0.35

0

0.00

2

0.35

Novell 

ConsoleOne

0

0.00

1

0.83

0

0.00

1

0.83

Total 0

0.00

6

0.27

0

0.00

6

0.27



High Low Medium Total

Metro D 

Desktop 

Support

Network Total 0

0.00

7

0.24

0

0.00

7

0.24

PC/Laptop Error None 0

0.00

2

2.96

0

0.00

2

2.96

Total 0

0.00

2

2.96

0

0.00

2

2.96

Hardware None 0

0.00

1

0.05

2

0.03

3

0.03

Total 0

0.00

1

0.05

2

0.03

3

0.03

None Novell 

GroupWise

0

0.00

1

0.38

0

0.00

1

0.38

Novell 

GroupWise 

0

0.00

1

0.07

0

0.00

1

0.07

Total 0

0.00

2

0.23

0

0.00

2

0.23

Total 0

0.00

5

1.29

2

0.03

7

0.93

Print/Copy/Sca

n/Fax

Error Code None 0

0.00

1

0.03

0

0.00

1

0.03

Total 0

0.00

1

0.03

0

0.00

1

0.03

Incident None 0

0.00

5

0.03

0

0.00

5

0.03

Triversity 

Point-of-Sale

0

0.00

0

0.00

1

0.03

1

0.03

Total 0

0.00

5

0.03

1

0.03

6

0.03

Queue HP-UX 0

0.00

1

0.23

0

0.00

1

0.23

Total 0

0.00

1

0.23

0

0.00

1

0.23



High Low Medium Total

Metro D 

Desktop 

Support

Print/Copy/Sca

n/Fax

Toner/Fuser/Ink None 0

0.00

2

0.10

0

0.00

2

0.10

Total 0

0.00

2

0.10

0

0.00

2

0.10

Total 0

0.00

9

0.07

1

0.03

10

0.07

Server None None 0

0.00

1

0.33

0

0.00

1

0.33

Total 0

0.00

1

0.33

0

0.00

1

0.33

Total 0

0.00

1

0.33

0

0.00

1

0.33

Total 1
0.04

106
0.26

24
0.18

131
0.24

Voice 

Operations

Telecom Call/Receive None 0

0.00

3

0.21

0

0.00

3

0.21

Total 0

0.00

3

0.21

0

0.00

3

0.21

CrossTalk/Nois

e/Static

None 0

0.00

1

0.17

0

0.00

1

0.17

Telephone 0

0.00

1

0.05

0

0.00

1

0.05

Total 0

0.00

2

0.11

0

0.00

2

0.11

Hardware None 0

0.00

1

0.23

0

0.00

1

0.23

Total 0

0.00

1

0.23

0

0.00

1

0.23

None None 0

0.00

1

0.31

0

0.00

1

0.31

Total 0

0.00

1

0.31

0

0.00

1

0.31



High Low Medium Total

Voice 

Operations

Telecom Total 0

0.00

7

0.20

0

0.00

7

0.20

Total 0
0.00

7
0.20

0
0.00

7
0.20

Voice/Data/WA

N Services

Telecom None None 0

0.00

1

0.20

0

0.00

1

0.20

Total 0

0.00

1

0.20

0

0.00

1

0.20

Total 0

0.00

1

0.20

0

0.00

1

0.20

Total 0
0.00

1
0.20

0
0.00

1
0.20

Total 1
0.04

115
0.25

24
0.18

140
0.24



High Low Medium Total

Help Desk Network Incident None 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Total 0
0

1
0

0
0

1
0

Metro D 

Desktop 

Support

_No Tier 2 None None 1

0

1

0

1

0

3

0

Triversity 

Point-of-Sale

0

0

2

0

1

0

3

0

Total 1

0

3

0

2

0

6

0

Total 1

0

3

0

2

0

6

0

Application Error Acrobat 0

0

1

0

0

0

1

0

Adobe Reader 0

0

1

0

0

0

1

0

Licensing and 

Compliance

0

0

1

0

0

0

1

0

Microsoft 

Windows XP 

0

0

1

0

0

0

1

0

None 0

0

2

2

0

0

2

2

Missed Resolution

Top Number - Total Incidents

Bottom Number - Missed Resolution

Missed resolution tracks DTS' efforts to resolve customer incidents in accordance with enterprise standards. 

Enterprise standard resolution times are: Low within 6 business hours; Medium within 4 business hours; High within 3 clock hours; and 

Critical within 2 clock hours. 

Cells displayed show the number of incidents that missed the enterprise resolution times during the reporting period.



High Low Medium Total

Metro D 

Desktop 

Support

Application Error Novell 

GroupWise 

0

0

1

0

0

0

1

0

Triversity 

Point-of-Sale

0

0

17

0

4

0

21

0

Total 0

0

24

2

4

0

28

2

None Escalate Retail 

(ERP)

0

0

2

0

0

0

2

0

Internet 

Explorer

0

0

1

0

0

0

1

0

Licensing and 

Compliance

0

0

0

0

1

0

1

0

None 0

0

6

1

1

0

7

1

Triversity 

Point-of-Sale

0

0

29

0

12

0

41

0

Total 0

0

38

1

14

0

52

1

Password Novell Client 

for 32-bit 

0

0

1

0

0

0

1

0

Triversity 

Point-of-Sale

0

0

1

0

0

0

1

0

Total 0

0

2

0

0

0

2

0

Reporting Microsoft 

Windows XP 

0

0

1

0

0

0

1

0

None 0

0

0

0

1

0

1

0

Triversity 

Point-of-Sale

0

0

7

0

0

0

7

0

Total 0

0

8

0

1

0

9

0



High Low Medium Total

Metro D 

Desktop 

Support

Application Total 0

0

72

3

19

0

91

3

EIS Hardware None None 0

0

6

0

0

0

6

0

Triversity 

Point-of-Sale

0

0

1

0

0

0

1

0

Total 0

0

7

0

0

0

7

0

PC/Laptop None 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Printer None 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Total 0

0

9

0

0

0

9

0

Network Error None 0

0

1

1

0

0

1

1

Total 0

0

1

1

0

0

1

1

Password None 0

0

3

0

0

0

3

0

Novell Client 

for 32-bit 

0

0

2

0

0

0

2

0

Novell 

ConsoleOne

0

0

1

0

0

0

1

0

Total 0

0

6

0

0

0

6

0

Total 0

0

7

1

0

0

7

1



High Low Medium Total

Metro D 

Desktop 

Support

PC/Laptop Error None 0

0

2

2

0

0

2

2

Total 0

0

2

2

0

0

2

2

Hardware None 0

0

1

0

2

0

3

0

Total 0

0

1

0

2

0

3

0

None Novell 

GroupWise

0

0

1

0

0

0

1

0

Novell 

GroupWise 

0

0

1

0

0

0

1

0

Total 0

0

2

0

0

0

2

0

Total 0

0

5

2

2

0

7

2

Print/Copy/Sca

n/Fax

Error Code None 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Incident None 0

0

5

0

0

0

5

0

Triversity 

Point-of-Sale

0

0

0

0

1

0

1

0

Total 0

0

5

0

1

0

6

0

Queue HP-UX 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Toner/Fuser/Ink None 0

0

2

0

0

0

2

0



High Low Medium Total

Metro D 

Desktop 

Support

Print/Copy/Sca

n/Fax

Toner/Fuser/Ink Total 0

0

2

0

0

0

2

0

Total 0

0

9

0

1

0

10

0

Server None None 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Total 1
0

106
6

24
0

131
6

Voice 

Operations

Telecom Call/Receive None 0

0

3

0

0

0

3

0

Total 0

0

3

0

0

0

3

0

CrossTalk/Nois

e/Static

None 0

0

1

0

0

0

1

0

Telephone 0

0

1

0

0

0

1

0

Total 0

0

2

0

0

0

2

0

Hardware None 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

None None 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Total 0

0

7

0

0

0

7

0



High Low Medium Total

Voice 

Operations

Total 0
0

7
0

0
0

7
0

Voice/Data/WA

N Services

Telecom None None 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Total 0
0

1
0

0
0

1
0

Total 1
0

115
6

24
0

140
6



High Low Medium Total

Help Desk Network Incident None 0

0.00

1

4.38

0

0.00

1

4.38

Total 0

0.00

1

4.38

0

0.00

1

4.38

Total 0

0.00

1

4.38

0

0.00

1

4.38

Total 0
0.00

1
4.38

0
0.00

1
4.38

Metro D 

Desktop 

Support

_No Tier 2 None None 1

0.04

1

0.00

1

3.76

3

1.26

Triversity 

Point-of-Sale

0

0.00

2

0.63

1

0.06

3

0.44

Total 1

0.04

3

0.42

2

1.91

6

0.85

Total 1

0.04

3

0.42

2

1.91

6

0.85

Application Error Acrobat 0

0.00

1

4.61

0

0.00

1

4.61

Adobe Reader 0

0.00

1

0.09

0

0.00

1

0.09

Licensing and 

Compliance

0

0.00

1

3.14

0

0.00

1

3.14

Microsoft 

Windows XP 

0

0.00

1

0.14

0

0.00

1

0.14

Average Time To Resolution

Top Number - Total Incidents

Bottom Number - Average time in hours

Average time to resolution tracks DTS' efforts to resolve customer incidents based upon established enterprise standards. 

Enterprise standard resolution times are: Low within 6 business hours; Medium within 4 business hours; High within 3 clock hours; and 

Critical within 2 clock hours. 

Cells displayed show the number of incidents and the average time it took DTS to resolve the customer's problem.



High Low Medium Total

Metro D 

Desktop 

Support

Application Error None 0

0.00

2

11.07

0

0.00

2

11.07

Novell 

GroupWise 

0

0.00

1

0.09

0

0.00

1

0.09

Triversity 

Point-of-Sale

0

0.00

17

0.22

4

0.29

21

0.24

Total 0

0.00

24

1.42

4

0.29

28

1.26

None Escalate Retail 

(ERP)

0

0.00

2

0.02

0

0.00

2

0.02

Internet 

Explorer

0

0.00

1

0.06

0

0.00

1

0.06

Licensing and 

Compliance

0

0.00

0

0.00

1

0.02

1

0.02

None 0

0.00

6

1.13

1

0.00

7

0.97

Triversity 

Point-of-Sale

0

0.00

29

0.05

12

0.01

41

0.04

Total 0

0.00

38

0.23

14

0.01

52

0.17

Password Novell Client 

for 32-bit 

0

0.00

1

0.08

0

0.00

1

0.08

Triversity 

Point-of-Sale

0

0.00

1

0.11

0

0.00

1

0.11

Total 0

0.00

2

0.09

0

0.00

2

0.09

Reporting Microsoft 

Windows XP 

0

0.00

1

0.08

0

0.00

1

0.08

None 0

0.00

0

0.00

1

0.11

1

0.11

Triversity 

Point-of-Sale

0

0.00

7

0.12

0

0.00

7

0.12



High Low Medium Total

Metro D 

Desktop 

Support

Application Reporting Total 0

0.00

8

0.11

1

0.11

9

0.11

Total 0

0.00

72

0.61

19

0.08

91

0.50

EIS Hardware None None 0

0.00

6

0.02

0

0.00

6

0.02

Triversity 

Point-of-Sale

0

0.00

1

0.03

0

0.00

1

0.03

Total 0

0.00

7

0.02

0

0.00

7

0.02

PC/Laptop None 0

0.00

1

0.00

0

0.00

1

0.00

Total 0

0.00

1

0.00

0

0.00

1

0.00

Printer None 0

0.00

1

0.02

0

0.00

1

0.02

Total 0

0.00

1

0.02

0

0.00

1

0.02

Total 0

0.00

9

0.02

0

0.00

9

0.02

Network Error None 0

0.00

1

9.87

0

0.00

1

9.87

Total 0

0.00

1

9.87

0

0.00

1

9.87

Password None 0

0.00

3

0.03

0

0.00

3

0.03

Novell Client 

for 32-bit 

0

0.00

2

0.65

0

0.00

2

0.65

Novell 

ConsoleOne

0

0.00

1

2.22

0

0.00

1

2.22

Total 0

0.00

6

0.60

0

0.00

6

0.60



High Low Medium Total

Metro D 

Desktop 

Support

Network Total 0

0.00

7

1.92

0

0.00

7

1.92

PC/Laptop Error None 0

0.00

2

8.27

0

0.00

2

8.27

Total 0

0.00

2

8.27

0

0.00

2

8.27

Hardware None 0

0.00

1

0.27

2

0.10

3

0.16

Total 0

0.00

1

0.27

2

0.10

3

0.16

None Novell 

GroupWise

0

0.00

1

1.39

0

0.00

1

1.39

Novell 

GroupWise 

0

0.00

1

0.41

0

0.00

1

0.41

Total 0

0.00

2

0.90

0

0.00

2

0.90

Total 0

0.00

5

3.72

2

0.10

7

2.69

Print/Copy/Sca

n/Fax

Error Code None 0

0.00

1

0.06

0

0.00

1

0.06

Total 0

0.00

1

0.06

0

0.00

1

0.06

Incident None 0

0.00

5

0.69

0

0.00

5

0.69

Triversity 

Point-of-Sale

0

0.00

0

0.00

1

0.09

1

0.09

Total 0

0.00

5

0.69

1

0.09

6

0.59

Queue HP-UX 0

0.00

1

0.23

0

0.00

1

0.23

Total 0

0.00

1

0.23

0

0.00

1

0.23



High Low Medium Total

Metro D 

Desktop 

Support

Print/Copy/Sca

n/Fax

Toner/Fuser/Ink None 0

0.00

2

0.22

0

0.00

2

0.22

Total 0

0.00

2

0.22

0

0.00

2

0.22

Total 0

0.00

9

0.46

1

0.09

10

0.43

Server None None 0

0.00

1

3.01

0

0.00

1

3.01

Total 0

0.00

1

3.01

0

0.00

1

3.01

Total 0

0.00

1

3.01

0

0.00

1

3.01

Total 1
0.04

106
0.81

24
0.23

131
0.69

Voice 

Operations

Telecom Call/Receive None 0

0.00

3

0.41

0

0.00

3

0.41

Total 0

0.00

3

0.41

0

0.00

3

0.41

CrossTalk/Nois

e/Static

None 0

0.00

1

1.38

0

0.00

1

1.38

Telephone 0

0.00

1

0.41

0

0.00

1

0.41

Total 0

0.00

2

0.90

0

0.00

2

0.90

Hardware None 0

0.00

1

0.96

0

0.00

1

0.96

Total 0

0.00

1

0.96

0

0.00

1

0.96

None None 0

0.00

1

0.57

0

0.00

1

0.57

Total 0

0.00

1

0.57

0

0.00

1

0.57



High Low Medium Total

Voice 

Operations

Telecom Total 0

0.00

7

0.65

0

0.00

7

0.65

Total 0
0.00

7
0.65

0
0.00

7
0.65

Voice/Data/WA

N Services

Telecom None None 0

0.00

1

0.27

0

0.00

1

0.27

Total 0

0.00

1

0.27

0

0.00

1

0.27

Total 0

0.00

1

0.27

0

0.00

1

0.27

Total 0
0.00

1
0.27

0
0.00

1
0.27

Total 1
0.04

115
0.82

24
0.23

140
0.72

_No Tier 2 NoNone  0.00TIR:TIR Missed:NoneINC000000086737

No  0.00TTR:TTR Missed:Metro D Desktop Support Low ClosedAlcoholic Beverage Control

_No Tier 2 NoNone  0.04TIR:TIR Missed:NoneINC000000093992

No  0.04TTR:TTR Missed:Metro D Desktop Support High ClosedAlcoholic Beverage Control

_No Tier 2 YesNone  3.76TIR:TIR Missed:NoneINC000000096617

No  3.76TTR:TTR Missed:Metro D Desktop Support Medium ClosedAlcoholic Beverage Control

_No Tier 2 NoNone  1.26TIR:TIR Missed:Triversity Point-of-SaleINC000000099948

No  1.26TTR:TTR Missed:Metro D Desktop Support Low ResolvedAlcoholic Beverage Control

_No Tier 2 NoNone  0.06TIR:TIR Missed:Triversity Point-of-SaleINC000000100033

No  0.06TTR:TTR Missed:Metro D Desktop Support Medium ResolvedAlcoholic Beverage Control

_No Tier 2 NoNone  0.00TIR:TIR Missed:Triversity Point-of-SaleINC000000102015

No  0.00TTR:TTR Missed:Metro D Desktop Support Low ResolvedAlcoholic Beverage Control

Application

Application YesError  2.24TIR:TIR Missed:AcrobatINC000000086894

No  4.61TTR:TTR Missed:Metro D Desktop Support Low ClosedAlcoholic Beverage Control

Application NoError  0.02TIR:TIR Missed:Triversity Point-of-SaleINC000000087416

No  0.85TTR:TTR Missed:Metro D Desktop Support Medium ClosedAlcoholic Beverage Control

Application NoPassword  0.04TIR:TIR Missed:Triversity Point-of-SaleINC000000087823

No  0.11TTR:TTR Missed:Metro D Desktop Support Low ClosedAlcoholic Beverage Control

Application NoReporting  0.04TIR:TIR Missed:Microsoft Windows XP ProfessionalINC000000087833

No  0.08TTR:TTR Missed:Metro D Desktop Support Low ClosedAlcoholic Beverage Control

Application NoError  0.03TIR:TIR Missed:Microsoft Windows XP ProfessionalINC000000087846

No  0.14TTR:TTR Missed:Metro D Desktop Support Low ClosedAlcoholic Beverage Control

Application NoError  0.03TIR:TIR Missed:Triversity Point-of-SaleINC000000087860

No  0.18TTR:TTR Missed:Metro D Desktop Support Medium ClosedAlcoholic Beverage Control



Application NoError  0.02TIR:TIR Missed:Triversity Point-of-SaleINC000000087937

No  0.11TTR:TTR Missed:Metro D Desktop Support Low ClosedAlcoholic Beverage Control

Application NoReporting  0.04TIR:TIR Missed:NoneINC000000087983

No  0.11TTR:TTR Missed:Metro D Desktop Support Medium ClosedAlcoholic Beverage Control

Application NoError  0.02TIR:TIR Missed:Triversity Point-of-SaleINC000000087993

No  0.09TTR:TTR Missed:Metro D Desktop Support Low ClosedAlcoholic Beverage Control

Application NoNone  0.03TIR:TIR Missed:Triversity Point-of-SaleINC000000089056

No  0.03TTR:TTR Missed:Metro D Desktop Support Low ClosedAlcoholic Beverage Control

Application NoNone  0.03TIR:TIR Missed:Triversity Point-of-SaleINC000000089343

No  0.03TTR:TTR Missed:Metro D Desktop Support Low ClosedAlcoholic Beverage Control

Application NoNone  0.02TIR:TIR Missed:Triversity Point-of-SaleINC000000089378

No  0.02TTR:TTR Missed:Metro D Desktop Support Low ClosedAlcoholic Beverage Control

Application NoNone  0.06TIR:TIR Missed:Internet ExplorerINC000000090079

No  0.06TTR:TTR Missed:Metro D Desktop Support Low ClosedAlcoholic Beverage Control

Application NoNone  0.02TIR:TIR Missed:Triversity Point-of-SaleINC000000091071

No  0.02TTR:TTR Missed:Metro D Desktop Support Low ClosedAlcoholic Beverage Control

Application NoReporting  0.02TIR:TIR Missed:Triversity Point-of-SaleINC000000091760

No  0.14TTR:TTR Missed:Metro D Desktop Support Low ClosedAlcoholic Beverage Control

Application NoReporting  0.03TIR:TIR Missed:Triversity Point-of-SaleINC000000091773

No  0.24TTR:TTR Missed:Metro D Desktop Support Low ClosedAlcoholic Beverage Control

Application NoNone  0.05TIR:TIR Missed:Triversity Point-of-SaleINC000000092236

No  0.05TTR:TTR Missed:Metro D Desktop Support Low ClosedAlcoholic Beverage Control

Application NoNone  0.01TIR:TIR Missed:Triversity Point-of-SaleINC000000092239

No  0.01TTR:TTR Missed:Metro D Desktop Support Low ClosedAlcoholic Beverage Control

Application NoNone  0.02TIR:TIR Missed:Triversity Point-of-SaleINC000000092241

No  0.02TTR:TTR Missed:Metro D Desktop Support Low ClosedAlcoholic Beverage Control

Application NoNone  0.00TIR:TIR Missed:NoneINC000000092888

No  0.00TTR:TTR Missed:Metro D Desktop Support Medium ClosedAlcoholic Beverage Control

Application NoNone  0.00TIR:TIR Missed:Triversity Point-of-SaleINC000000092892

No  0.00TTR:TTR Missed:Metro D Desktop Support Low ClosedAlcoholic Beverage Control

Application NoNone  0.00TIR:TIR Missed:Triversity Point-of-SaleINC000000092895

No  0.00TTR:TTR Missed:Metro D Desktop Support Low ClosedAlcoholic Beverage Control

Application YesNone  5.22TIR:TIR Missed:NoneINC000000093010

Yes  6.00TTR:TTR Missed:Metro D Desktop Support Low ClosedAlcoholic Beverage Control

Application NoError  0.03TIR:TIR Missed:Triversity Point-of-SaleINC000000093614

No  0.12TTR:TTR Missed:Metro D Desktop Support Low ClosedAlcoholic Beverage Control

Application NoReporting  0.02TIR:TIR Missed:Triversity Point-of-SaleINC000000093627

No  0.13TTR:TTR Missed:Metro D Desktop Support Low ClosedAlcoholic Beverage Control

Application NoNone  0.02TIR:TIR Missed:Triversity Point-of-SaleINC000000094007

No  0.02TTR:TTR Missed:Metro D Desktop Support Low ClosedAlcoholic Beverage Control

Application NoError  0.03TIR:TIR Missed:NoneINC000000094010

Yes  6.16TTR:TTR Missed:Metro D Desktop Support Low ClosedAlcoholic Beverage Control

Application NoNone  0.02TIR:TIR Missed:Escalate Retail (ERP)INC000000094332

No  0.02TTR:TTR Missed:Metro D Desktop Support Low ClosedAlcoholic Beverage Control

Application NoNone  0.00TIR:TIR Missed:Triversity Point-of-SaleINC000000094655

No  0.00TTR:TTR Missed:Metro D Desktop Support Medium ClosedAlcoholic Beverage Control

Application NoNone  0.00TIR:TIR Missed:Triversity Point-of-SaleINC000000094656

No  0.00TTR:TTR Missed:Metro D Desktop Support Low ClosedAlcoholic Beverage Control



Application NoNone  0.00TIR:TIR Missed:Triversity Point-of-SaleINC000000094657

No  0.00TTR:TTR Missed:Metro D Desktop Support Low ClosedAlcoholic Beverage Control

Application NoNone  0.00TIR:TIR Missed:Triversity Point-of-SaleINC000000094665

No  0.00TTR:TTR Missed:Metro D Desktop Support Low ClosedAlcoholic Beverage Control

Application NoNone  0.00TIR:TIR Missed:Triversity Point-of-SaleINC000000094666

No  0.00TTR:TTR Missed:Metro D Desktop Support Low ClosedAlcoholic Beverage Control

Application NoNone  0.00TIR:TIR Missed:Triversity Point-of-SaleINC000000094670

No  0.00TTR:TTR Missed:Metro D Desktop Support Low ClosedAlcoholic Beverage Control

Application NoNone  0.00TIR:TIR Missed:Triversity Point-of-SaleINC000000094671

No  0.00TTR:TTR Missed:Metro D Desktop Support Low ClosedAlcoholic Beverage Control

Application NoNone  0.00TIR:TIR Missed:Triversity Point-of-SaleINC000000094672

No  0.00TTR:TTR Missed:Metro D Desktop Support Low ClosedAlcoholic Beverage Control

Application NoNone  0.00TIR:TIR Missed:Triversity Point-of-SaleINC000000094673

No  0.00TTR:TTR Missed:Metro D Desktop Support Low ClosedAlcoholic Beverage Control

Application NoNone  0.00TIR:TIR Missed:Triversity Point-of-SaleINC000000094674

No  0.00TTR:TTR Missed:Metro D Desktop Support Low ClosedAlcoholic Beverage Control

Application NoNone  0.69TIR:TIR Missed:NoneINC000000095076

No  0.69TTR:TTR Missed:Metro D Desktop Support Low ClosedAlcoholic Beverage Control

Application NoError  0.02TIR:TIR Missed:Triversity Point-of-SaleINC000000095113

No  0.55TTR:TTR Missed:Metro D Desktop Support Low ClosedAlcoholic Beverage Control

Application NoNone  0.02TIR:TIR Missed:Licensing and ComplianceINC000000095130

No  0.02TTR:TTR Missed:Metro D Desktop Support Medium ClosedAlcoholic Beverage Control

Application NoError  0.04TIR:TIR Missed:Triversity Point-of-SaleINC000000095205

No  0.16TTR:TTR Missed:Metro D Desktop Support Low ClosedAlcoholic Beverage Control

Application NoError  0.02TIR:TIR Missed:Triversity Point-of-SaleINC000000095230

No  0.05TTR:TTR Missed:Metro D Desktop Support Low ClosedAlcoholic Beverage Control

Application NoReporting  0.04TIR:TIR Missed:Triversity Point-of-SaleINC000000095376

No  0.09TTR:TTR Missed:Metro D Desktop Support Low ClosedAlcoholic Beverage Control

Application NoNone  0.02TIR:TIR Missed:Triversity Point-of-SaleINC000000095484

No  0.02TTR:TTR Missed:Metro D Desktop Support Medium ClosedAlcoholic Beverage Control

Application NoNone  0.01TIR:TIR Missed:Triversity Point-of-SaleINC000000095487

No  0.01TTR:TTR Missed:Metro D Desktop Support Medium ClosedAlcoholic Beverage Control

Application NoNone  0.02TIR:TIR Missed:Triversity Point-of-SaleINC000000095492

No  0.02TTR:TTR Missed:Metro D Desktop Support Medium ClosedAlcoholic Beverage Control

Application NoNone  0.01TIR:TIR Missed:Triversity Point-of-SaleINC000000095496

No  0.01TTR:TTR Missed:Metro D Desktop Support Medium ClosedAlcoholic Beverage Control

Application NoNone  0.01TIR:TIR Missed:Triversity Point-of-SaleINC000000095501

No  0.01TTR:TTR Missed:Metro D Desktop Support Medium ClosedAlcoholic Beverage Control

Application NoNone  0.01TIR:TIR Missed:Triversity Point-of-SaleINC000000095504

No  0.01TTR:TTR Missed:Metro D Desktop Support Medium ClosedAlcoholic Beverage Control

Application NoNone  0.01TIR:TIR Missed:Triversity Point-of-SaleINC000000095505

No  0.01TTR:TTR Missed:Metro D Desktop Support Medium ClosedAlcoholic Beverage Control

Application NoNone  0.01TIR:TIR Missed:Triversity Point-of-SaleINC000000095508

No  0.01TTR:TTR Missed:Metro D Desktop Support Medium ClosedAlcoholic Beverage Control

Application NoNone  0.02TIR:TIR Missed:Triversity Point-of-SaleINC000000095511

No  0.02TTR:TTR Missed:Metro D Desktop Support Medium ClosedAlcoholic Beverage Control

Application NoNone  0.02TIR:TIR Missed:Triversity Point-of-SaleINC000000095513

No  0.02TTR:TTR Missed:Metro D Desktop Support Medium ClosedAlcoholic Beverage Control



Application NoNone  0.00TIR:TIR Missed:Triversity Point-of-SaleINC000000095515

No  0.00TTR:TTR Missed:Metro D Desktop Support Medium ClosedAlcoholic Beverage Control

Application NoNone  0.03TIR:TIR Missed:NoneINC000000095749

No  0.03TTR:TTR Missed:Metro D Desktop Support Low ClosedAlcoholic Beverage Control

Application NoNone  0.02TIR:TIR Missed:NoneINC000000095756

No  0.02TTR:TTR Missed:Metro D Desktop Support Low ClosedAlcoholic Beverage Control

Application NoNone  0.02TIR:TIR Missed:Triversity Point-of-SaleINC000000096217

No  0.02TTR:TTR Missed:Metro D Desktop Support Low ClosedAlcoholic Beverage Control

Application NoPassword  0.05TIR:TIR Missed:Novell Client for 32-bit WindowsINC000000096348

No  0.08TTR:TTR Missed:Metro D Desktop Support Low ClosedAlcoholic Beverage Control

Application NoError  0.02TIR:TIR Missed:Triversity Point-of-SaleINC000000097273

No  0.08TTR:TTR Missed:Metro D Desktop Support Medium ClosedAlcoholic Beverage Control

Application NoError  0.02TIR:TIR Missed:Triversity Point-of-SaleINC000000097277

No  0.05TTR:TTR Missed:Metro D Desktop Support Medium ClosedAlcoholic Beverage Control

Application NoError  0.03TIR:TIR Missed:Triversity Point-of-SaleINC000000097283

No  0.08TTR:TTR Missed:Metro D Desktop Support Low ClosedAlcoholic Beverage Control

Application NoError  0.02TIR:TIR Missed:Triversity Point-of-SaleINC000000097288

No  0.05TTR:TTR Missed:Metro D Desktop Support Low ClosedAlcoholic Beverage Control

Application NoError  0.02TIR:TIR Missed:Triversity Point-of-SaleINC000000097302

No  0.52TTR:TTR Missed:Metro D Desktop Support Low ClosedAlcoholic Beverage Control

Application NoError  0.02TIR:TIR Missed:Triversity Point-of-SaleINC000000097331

No  0.07TTR:TTR Missed:Metro D Desktop Support Low ClosedAlcoholic Beverage Control

Application NoReporting  0.02TIR:TIR Missed:Triversity Point-of-SaleINC000000097349

No  0.05TTR:TTR Missed:Metro D Desktop Support Low ClosedAlcoholic Beverage Control

Application YesError  5.19TIR:TIR Missed:NoneINC000000097685

Yes  15.98TTR:TTR Missed:Metro D Desktop Support Low ResolvedAlcoholic Beverage Control

Application NoNone  0.02TIR:TIR Missed:Triversity Point-of-SaleINC000000098997

No  0.02TTR:TTR Missed:Metro D Desktop Support Low ResolvedAlcoholic Beverage Control

Application NoNone  0.02TIR:TIR Missed:NoneINC000000099000

No  0.02TTR:TTR Missed:Metro D Desktop Support Low ResolvedAlcoholic Beverage Control

Application NoReporting  0.03TIR:TIR Missed:Triversity Point-of-SaleINC000000099651

No  0.09TTR:TTR Missed:Metro D Desktop Support Low ResolvedAlcoholic Beverage Control

Application NoError  0.03TIR:TIR Missed:Triversity Point-of-SaleINC000000099654

No  0.13TTR:TTR Missed:Metro D Desktop Support Low ResolvedAlcoholic Beverage Control

Application NoError  0.36TIR:TIR Missed:Licensing and ComplianceINC000000099660

No  3.14TTR:TTR Missed:Metro D Desktop Support Low ResolvedAlcoholic Beverage Control

Application NoReporting  0.03TIR:TIR Missed:Triversity Point-of-SaleINC000000099663

No  0.10TTR:TTR Missed:Metro D Desktop Support Low ResolvedAlcoholic Beverage Control

Application NoNone  0.02TIR:TIR Missed:Escalate Retail (ERP)INC000000099761

No  0.02TTR:TTR Missed:Metro D Desktop Support Low ResolvedAlcoholic Beverage Control

Application NoNone  1.07TIR:TIR Missed:Triversity Point-of-SaleINC000000099931

No  1.07TTR:TTR Missed:Metro D Desktop Support Low ResolvedAlcoholic Beverage Control

Application NoNone  0.02TIR:TIR Missed:NoneINC000000100019

No  0.02TTR:TTR Missed:Metro D Desktop Support Low ResolvedAlcoholic Beverage Control

Application NoNone  0.02TIR:TIR Missed:Triversity Point-of-SaleINC000000100021

No  0.02TTR:TTR Missed:Metro D Desktop Support Low ResolvedAlcoholic Beverage Control

Application NoError  0.05TIR:TIR Missed:Triversity Point-of-SaleINC000000100214

No  1.51TTR:TTR Missed:Metro D Desktop Support Low ResolvedAlcoholic Beverage Control



Application NoError  0.02TIR:TIR Missed:Triversity Point-of-SaleINC000000100342

No  0.08TTR:TTR Missed:Metro D Desktop Support Low ResolvedAlcoholic Beverage Control

Application NoError  0.04TIR:TIR Missed:Novell GroupWise 32-bit Windows ClientINC000000100346

No  0.09TTR:TTR Missed:Metro D Desktop Support Low ResolvedAlcoholic Beverage Control

Application NoError  0.02TIR:TIR Missed:Triversity Point-of-SaleINC000000100789

No  0.07TTR:TTR Missed:Metro D Desktop Support Low ResolvedAlcoholic Beverage Control

Application NoError  0.04TIR:TIR Missed:Adobe ReaderINC000000100995

No  0.09TTR:TTR Missed:Metro D Desktop Support Low ResolvedAlcoholic Beverage Control

Application NoError  0.08TIR:TIR Missed:Triversity Point-of-SaleINC000000101002

No  0.20TTR:TTR Missed:Metro D Desktop Support Low ResolvedAlcoholic Beverage Control

Application NoError  0.00TIR:TIR Missed:Triversity Point-of-SaleINC000000102017

No  0.00TTR:TTR Missed:Metro D Desktop Support Low ResolvedAlcoholic Beverage Control

Application NoError  0.00TIR:TIR Missed:Triversity Point-of-SaleINC000000102025

No  0.03TTR:TTR Missed:Metro D Desktop Support Low ResolvedAlcoholic Beverage Control

Application NoNone  0.02TIR:TIR Missed:Triversity Point-of-SaleINC000000102481

No  0.02TTR:TTR Missed:Metro D Desktop Support Low ResolvedAlcoholic Beverage Control

Application NoNone  0.02TIR:TIR Missed:Triversity Point-of-SaleINC000000102533

No  0.02TTR:TTR Missed:Metro D Desktop Support Low ResolvedAlcoholic Beverage Control

Application NoNone  0.00TIR:TIR Missed:Triversity Point-of-SaleINC000000103866

No  0.01TTR:TTR Missed:Metro D Desktop Support Low ResolvedAlcoholic Beverage Control

Application NoNone  0.00TIR:TIR Missed:Triversity Point-of-SaleINC000000104045

No  0.00TTR:TTR Missed:Metro D Desktop Support Low ResolvedAlcoholic Beverage Control

Application NoNone  0.00TIR:TIR Missed:Triversity Point-of-SaleINC000000104046

No  0.00TTR:TTR Missed:Metro D Desktop Support Low ResolvedAlcoholic Beverage Control

Application NoNone  0.00TIR:TIR Missed:Triversity Point-of-SaleINC000000104817

No  0.00TTR:TTR Missed:Metro D Desktop Support Low ResolvedAlcoholic Beverage Control

EIS Hardware

EIS Hardware NoNone  0.02TIR:TIR Missed:NoneINC000000089345

No  0.02TTR:TTR Missed:Metro D Desktop Support Low ClosedAlcoholic Beverage Control

EIS Hardware NoPrinter  0.02TIR:TIR Missed:NoneINC000000090221

No  0.02TTR:TTR Missed:Metro D Desktop Support Low ClosedAlcoholic Beverage Control

EIS Hardware NoNone  0.01TIR:TIR Missed:NoneINC000000094334

No  0.01TTR:TTR Missed:Metro D Desktop Support Low ClosedAlcoholic Beverage Control

EIS Hardware NoPC/Laptop  0.00TIR:TIR Missed:NoneINC000000094677

No  0.00TTR:TTR Missed:Metro D Desktop Support Low ClosedAlcoholic Beverage Control

EIS Hardware NoNone  0.02TIR:TIR Missed:NoneINC000000094981

No  0.02TTR:TTR Missed:Metro D Desktop Support Low ClosedAlcoholic Beverage Control

EIS Hardware NoNone  0.03TIR:TIR Missed:NoneINC000000096646

No  0.03TTR:TTR Missed:Metro D Desktop Support Low ClosedAlcoholic Beverage Control

EIS Hardware NoNone  0.01TIR:TIR Missed:NoneINC000000102484

No  0.01TTR:TTR Missed:Metro D Desktop Support Low ResolvedAlcoholic Beverage Control

EIS Hardware NoNone  0.03TIR:TIR Missed:Triversity Point-of-SaleINC000000103315

No  0.03TTR:TTR Missed:Metro D Desktop Support Low ResolvedAlcoholic Beverage Control

EIS Hardware NoNone  0.00TIR:TIR Missed:NoneINC000000104203

No  0.00TTR:TTR Missed:Metro D Desktop Support Low ResolvedAlcoholic Beverage Control

Network

Network NoPassword  0.55TIR:TIR Missed:Novell Client for 32-bit WindowsINC000000086351

No  0.55TTR:TTR Missed:Metro D Desktop Support Low ClosedAlcoholic Beverage Control



Network NoPassword  0.14TIR:TIR Missed:Novell Client for 32-bit WindowsINC000000089644

No  0.74TTR:TTR Missed:Metro D Desktop Support Low ClosedAlcoholic Beverage Control

Network NoError  0.04TIR:TIR Missed:NoneINC000000093884

Yes  9.87TTR:TTR Missed:Metro D Desktop Support Low ClosedAlcoholic Beverage Control

Network NoPassword  0.02TIR:TIR Missed:NoneINC000000093988

No  0.02TTR:TTR Missed:Metro D Desktop Support Low ClosedAlcoholic Beverage Control

Network NoPassword  0.03TIR:TIR Missed:NoneINC000000094983

No  0.03TTR:TTR Missed:Metro D Desktop Support Low ClosedAlcoholic Beverage Control

Network NoPassword  0.83TIR:TIR Missed:Novell ConsoleOneINC000000098656

No  2.22TTR:TTR Missed:Metro D Desktop Support Low ResolvedAlcoholic Beverage Control

Network NoPassword  0.05TIR:TIR Missed:NoneINC000000099638

No  0.05TTR:TTR Missed:Metro D Desktop Support Low ResolvedAlcoholic Beverage Control

Network NoIncident  0.51TIR:TIR Missed:NoneINC000000102070

No  4.38TTR:TTR Missed:Help Desk Low ResolvedAlcoholic Beverage Control

PC/Laptop

PC/Laptop NoHardware  0.05TIR:TIR Missed:NoneINC000000088426

No  0.27TTR:TTR Missed:Metro D Desktop Support Low ClosedAlcoholic Beverage Control

PC/Laptop NoHardware  0.03TIR:TIR Missed:NoneINC000000088455

No  0.18TTR:TTR Missed:Metro D Desktop Support Medium ClosedAlcoholic Beverage Control

PC/Laptop NoError  0.02TIR:TIR Missed:NoneINC000000089805

Yes  7.66TTR:TTR Missed:Metro D Desktop Support Low ClosedAlcoholic Beverage Control

PC/Laptop NoNone  0.38TIR:TIR Missed:Novell GroupWiseINC000000092258

No  1.39TTR:TTR Missed:Metro D Desktop Support Low ClosedAlcoholic Beverage Control

PC/Laptop NoNone  0.07TIR:TIR Missed:Novell GroupWise 32-bit Windows ClientINC000000092275

No  0.41TTR:TTR Missed:Metro D Desktop Support Low ClosedAlcoholic Beverage Control

PC/Laptop YesError  5.90TIR:TIR Missed:NoneINC000000092969

Yes  8.88TTR:TTR Missed:Metro D Desktop Support Low ClosedAlcoholic Beverage Control

PC/Laptop NoHardware  0.03TIR:TIR Missed:NoneINC000000103869

No  0.03TTR:TTR Missed:Metro D Desktop Support Medium ResolvedAlcoholic Beverage Control

Print/Copy/Scan/Fax

Print/Copy/Scan/Fax NoError Code  0.03TIR:TIR Missed:NoneINC000000087921

No  0.06TTR:TTR Missed:Metro D Desktop Support Low ClosedAlcoholic Beverage Control

Print/Copy/Scan/Fax NoIncident  0.02TIR:TIR Missed:NoneINC000000087927

No  0.06TTR:TTR Missed:Metro D Desktop Support Low ClosedAlcoholic Beverage Control

Print/Copy/Scan/Fax NoQueue  0.23TIR:TIR Missed:HP-UXINC000000087965

No  0.23TTR:TTR Missed:Metro D Desktop Support Low ClosedAlcoholic Beverage Control

Print/Copy/Scan/Fax NoToner/Fuser/Ink  0.19TIR:TIR Missed:NoneINC000000088676

No  0.23TTR:TTR Missed:Metro D Desktop Support Low ClosedAlcoholic Beverage Control

Print/Copy/Scan/Fax NoIncident  0.05TIR:TIR Missed:NoneINC000000094175

No  1.39TTR:TTR Missed:Metro D Desktop Support Low ClosedAlcoholic Beverage Control

Print/Copy/Scan/Fax NoIncident  0.04TIR:TIR Missed:NoneINC000000094790

No  1.73TTR:TTR Missed:Metro D Desktop Support Low ClosedAlcoholic Beverage Control

Print/Copy/Scan/Fax NoToner/Fuser/Ink  0.02TIR:TIR Missed:NoneINC000000095188

No  0.20TTR:TTR Missed:Metro D Desktop Support Low ClosedAlcoholic Beverage Control

Print/Copy/Scan/Fax NoIncident  0.03TIR:TIR Missed:Triversity Point-of-SaleINC000000095387

No  0.09TTR:TTR Missed:Metro D Desktop Support Medium ClosedAlcoholic Beverage Control

Print/Copy/Scan/Fax NoIncident  0.03TIR:TIR Missed:NoneINC000000097290

No  0.12TTR:TTR Missed:Metro D Desktop Support Low ClosedAlcoholic Beverage Control



Print/Copy/Scan/Fax NoIncident  0.03TIR:TIR Missed:NoneINC000000100983

No  0.13TTR:TTR Missed:Metro D Desktop Support Low ResolvedAlcoholic Beverage Control

Server

Server NoNone  0.33TIR:TIR Missed:NoneINC000000091951

No  3.01TTR:TTR Missed:Metro D Desktop Support Low ClosedAlcoholic Beverage Control

Telecom

Telecom NoCrossTalk/Noise/Static  0.17TIR:TIR Missed:NoneINC000000089217

No  1.38TTR:TTR Missed:Voice Operations Low ClosedAlcoholic Beverage Control

Telecom NoNone  0.31TIR:TIR Missed:NoneINC000000094012

No  0.57TTR:TTR Missed:Voice Operations Low ClosedAlcoholic Beverage Control

Telecom NoCall/Receive  0.24TIR:TIR Missed:NoneINC000000094018

No  0.50TTR:TTR Missed:Voice Operations Low ClosedAlcoholic Beverage Control

Telecom NoCall/Receive  0.21TIR:TIR Missed:NoneINC000000094022

No  0.38TTR:TTR Missed:Voice Operations Low ClosedAlcoholic Beverage Control

Telecom NoCall/Receive  0.17TIR:TIR Missed:NoneINC000000094025

No  0.34TTR:TTR Missed:Voice Operations Low ClosedAlcoholic Beverage Control

Telecom NoCrossTalk/Noise/Static  0.05TIR:TIR Missed:TelephoneINC000000100580

No  0.41TTR:TTR Missed:Voice Operations Low ResolvedAlcoholic Beverage Control

Telecom NoHardware  0.23TIR:TIR Missed:NoneINC000000102256

No  0.96TTR:TTR Missed:Voice Operations Low ResolvedAlcoholic Beverage Control

Telecom NoNone  0.20TIR:TIR Missed:NoneINC000000102568

No  0.27TTR:TTR Missed:Voice/Data/WAN Services Low ResolvedAlcoholic Beverage Control


